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(54) Abstract Title m . _ 

System and method for realtime updating service provider ratings 

(57) Service providers are evaluated and rated 
according to criteria that includes customer satisfaction 
with the services provided by the service provider. If the 
service provider meets and/or exceeds certain 
predetermined criteria, the service provider is certified, 
and a list of certified companies together with a 
satisfaction rating, is posted on an Internet Web Site 
maintained by the rating company for access by the 
consuming public. A member of the consuming public, 
wishing to use the service of a certified company, may 
register his/her credit card with the Rating Company. 
When the service is rendered, and paid for by the 
registered credit card, the payment is detected to trigger 
the sending of Internet e-mail to the consumer to solicit 
information as to the consumer's satisfaction with the 
service. A response to the Internet e-mail by the Rating 
Company is used to update on a real-time basis the 
customer satisfaction of the service provider that 
provided the service. 
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At least one drawing originally filed was informal and the print reproduced here is taken from a later filed formal copy. 



SATHER GATE CATERING 

12567 Telegraph Ave. 
Berkeley, CA 94512 

tel: 510-775-5301 
fax:510-775-6301 

e-mail: catering@sgate.com 

web: http://www.sgate.com 



i t ■ — 7 ^ZtTTT ' m Credit Cards Accepted 

Le&end ♦Purchase Online X\ ■ , _ r 

a w^kend&Nieht Appointments • Schedule Online 


Category 


Personal Services 


8^ 


Ratings 


Subcategory 


Catering 




92% 


Service Area 


All Bay Area 
Counties ♦ ■ 


Rating 
information for 
this company is 
provided below. 

Please scroll 
down to the end 

of this page. 


Current Monthly Rating 
"or this company. Score 


Hours; 


10-6 pm M-F • 


range from 1 to 100. 
Ratings based on customer 
satisfaction of products/ 
services received. 

Total # of rating 

this year 


Availability 


Weekends by 
appt. only A 


Years in 
Business 


14 


Employees 


45 


Average Yearly 
90% Rating 


VS License 


5841, 




. Q _. Average Purchase 
Amount 


Owner's Name 
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PLACE ORDER 
ADVANCED SEARCH 
~ NEW SEARCH 
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Rate This Company... 



SATHER GATE CATERING 
12567 Telegraph Ave. 
Berkeley, CA 94512 
tel: 510-775-5301 • 
fax: 5 10^775-6301 
e-mail: catering@sgate.com 
web; httpJ/wVw.sgate.com 



YOUR liNf VJKJYJAA — 

- tethg V alueStar J — 

[Your Full Name 



[City 



[State, Zip 
[Phone 



[Email 



RATING QUESTIONS 



(Estimated Date of 
1 Service/Product 



Estimated Cost of 
1 Service/Product 



$ 



ipiease rate the quality 
I of customer service 
lyou received from this 
[company 



[Please rate the product/ 
I service you received 
i from this company 
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O Excellent 
O Above Average 
O Average 
O F air , 
O Poor . 



O Excellent 

O Above Average 

O- Average 

Q Fair 

O Poor 



I If faced with a similar 
project in the future 
Iwill you consider using 
I this company again? 



I Will y° u recommend 
Ithis company to 
friends? 



O Yes O Maybe 



O No 



O Yes O Maybe 



O No 



FIG. 5. 
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i BACKGROUND OF THE INVENTION 

f Ah«* m order to rate businesses according to predetermined criteria. The 

. ,„ tui iion « spent annually ■with six million or 
. . Tt is believed that approximately $2 trillion is spew, 
choices. It is oenevea <w Thus seardnngmrou^ the 

^serviceconmamesnowdoingbosmessmAmcnca. TOus, searcnms .„ j. tm ; 
so service wui|i«« , d exoectanons is not an 

^omendatforiof.SimdoracquamKmoe.b utttuspravi ms y ...,: ; .- ; V 

«. /i licenses msurance* and tne ukb;* xuvv 
«*wrmriate "documentation {i.e^ license*, > 
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the criteria necessary for retention of the certification. Those who have let their customer 

satisfaction sUp are removed. " ... 

However, the time-lapse between the annual foUow-tip' checks of a 
certified business can present a problem. Businesses previously certified may become 
5 inattentive or otherwise not perform up to an expected level, thereby letting its customer 
satisfaction drop. Until the business is reevaluated it is still identified as being certified, 
keeping the customer satisfaction value it obtained prior to its slide, thereby misleading 
consumers. 

Other ratings systems exist whereby consumers can register their opinions 
1 0 about particular service businesses over the Internet Unfortunately, 1 these systems allow 
consumers to volunteer ratings for businesses not recently, or indeed never, used by the 
particular consumer. StQl other electronic ratings systems are tied to specific "e- 
commerce" transactions over the internet However, most local businesses reside in the 
"bricks and mortar" worldL Accordingly, a system for tracking e-cornmerce transactions 
15 cann ot possibly offer a statistically significant rating that is tied to verifiable transactions 
between consumers and businesses. Thus, there is need for updating a real time ratings 
system, particularly one that is based on specific, verified transactions local to the 
consumers. 

20 SUMMARY OF THE INVENTION 

The present invention is a method for updating business ratings provided 
by an on-line consumer guide rating service on a real-time, or near real-time, basis. 
Thereby, a consumer using the on-line consumer guide to look for a service can be 
relatively sure that the customer rating value of the service rendered by a service provider 
25 business in question Is as" cui^t « possible: ' 
Broadly, the inv^^ 

customer and sendee provider soon after the transaction is consummated and paid for, 
and sending the customer a communication that solicits the customer's satisfaction of the 
service provided through the transaction. One embodiment of the invention uses a 
30 communication medium, including a conventional Internet connection, to 

communicatively interconnect the customer, the service provider business, the Rating 
Company and a Financial Service Processor (e.g., bank or credit card processing 
company)* Using the Internet connection, the customer registers a financial services 
account number (e.g., a credit card number or a checking account number) with the 

2 
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Rating Company. A database containing customer's financial services account 
number together with those of other similarly ^ registered customers or "buyers is forwarded 
to and stored by the Financial Service Processor. The Rating Company also supplies me 
Financial Service Processor with the merchant numbers of all the service providers 

5 certified by it - either by inclusion in tibe database containing customer financial services 
account numbers, or in a separate database. Then when a register customer makes a 
purchase of a service froma certified service provider, and pays for that service with a 
credit card or check or other electronic payment means tied to a financial services account 
number previously registered with the Rating Company, that purchase will be detected at 

10 the Financial Service Processor. The Financial Service Processor notifies the Rating 
Company of the purchase. This notification will trigger the transmission of an email to 
the customer with a simple electronic form that asks for information concerning the 
customer's satisfaction of the service received. Upon receipt of the fiUed-out form, the 
Rarmg Company updates me database containm 

15 Ihanolher embodiment of me invention, the Rating Company may 

contract with particular Financial Service Processors such as a bank or credit card 
company to register all its customer checking or credit card accounts, and supply the ^ 
account numbers of the customers to the Rating Company. The Rating Company may 
then supply the Financial Service Processor with flyers to send to its customers, notifying 

20 them of registration and of the rewards (e.g., frequent flyer miles) of using companies 
certified by the Rating Company. The customer, should he/she choose to reply to the 
flyer, will supply the same information as described above, i.e., a financial services 
account number of one type or another (e/g/, credit card .number), and email address. £ 
A number of advantages are acbi eved by tte present inyenu^ The 

25 invention retrieves the satisfaction of a customer while &e recollection of the service 
provided is still fresh in the customer's mind. Also, using the recoUection to update the 
satisfaction "quotient" of a business provides a realistic, real-time rating of the business, . 

These and other advantages and aspects ofthe invention will become 
apparent to those skilled in mis art upon a reading ofthe following description of the 

30 invention, which should be taken in conjunction with the accompanying drawings. 

BRIEF DESCRIPTION OF THE DRAWINGS 
Fig. 1 is an illustration of a Web page of an Internet Web site; 
Fig. 2 broadly illustrates a system for inmlementing the present invention; 

3 
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Fig- 3 illustrates a computing system as may be used by a consumer to 
register with a service provider for receiving email solicitations to rate the satisfaction of 
a business; • ^ >v>:r';;r- T-tfvi r> ^./"O \r, r':'.:l:. ■ 

Fig- 4 is a flow diagram broadly outlining the steps used fox implementing 
the^ method of the present invention; and 

Fig. 5 is an illustration of a form as may be used for eliciting information , 
as to how satisfied a customer was with services provided by a business. 

> DESCRIPTIONS OF SPECIFIC EMBODIMENTS 



The particular consumer guide to which the present invention is directed is 
in both a magazine and on-line form. It is the on-line form that the invention finds 
particular use. The assignee of the present invention is a rating company that rates 
service provider businesses based upon: (1) a check of the appropriate complaint bureaus 

15 to see what, if any, consumer complaints have been lodged against the service provider 
with the bureau; (2) checks to verify that the service provider carries fixe necessary state 
licenses for the services it offers; (3) a check to verify lie service provider's certificates 
of insurance; and (4) a survey of a sampling of the service provider's customers to 
determine how satisfying the customers found the services were, to obtain therefrom a 

20 customer satisfaction rating. If these checks and verifications reach and/or exceed a 

predetermined standard, the service provider is "certified,** and put into a list of similarly 
certified service providers; The list of certified service providers is then made available 
to the consuming public. 

The on-line version of the list, accessible via a searchable Internet Web 

25 site (with the consumer using proper Internet connection equipment, such as is illustrated 
in Fig. 4, and ah appropriate browser), is the preferred form. As with many Web sites, the 
on-line version of the consumer guide allows a^consumer/prospective customer to search 
the site according to criteria selected by the consumer, and according to what type of 
service the consumer is looking for. The site may provide information about a certified 

30 company that may fit die need of the consumer in a form similar to that shown in Fig. 1 . 

Assume that a consumer is looking to hire a catering service for a planned 
party or other function. The consumer logs onto the Rating Company's on-line consumer 
guide Internet Web site, and performs a search. The search delivers a list of several 
catering services in the consumer's geographical area that meet the consumer's needs, 
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ranked by the ratings that those caterers had leceivedirom previous consumers. The 
consumer can select one or more of memformore information, being ultimately directed 
to a Web page that provides pertm Fig. ,1 is an 
example of such a Web page, designated generally as ^ Prostrating mshnplified form .the 
iafbnnation that may be provided by such a search.. As Fig- 1 Ulustrates, the Web page 2 
includes an identification field 3 that contains the name, address, telephone number and 
other contact information (e.g, email address) of the business - here a catering service. 
Also provided, in a field 5, is information concerning the area of operation, hours of 
operation, etc. A field 6 provides hyperlink connections to other pages that allow the 
consumer to rate the company, providing a Web page such as that shown inFig 5, or a 
Imk that brmgs me consumer to m order 

services on-line if desired. In particular, me Web page 2 of Fig. 1 provides a customer 

satisfaction rating 8 in field 4. ; r; 1 

Referring now to Fig, 2, there is shown a system designated generally 

15 wrm the reference numeral 10 that include ^ 
of consuming public owns personal computers wim connection for electronic, 
communication via the Internet This is represented by me "Consumer nodes" 12 (12i, 
V2 Z , .... 12«). The "Service Provider" node 14 generally represents a service provider 
(e.g., dentists, contractor, cabinetmaker, dry cleaning, etc.): A "Rating Cpmpany" 16, _ 

20 Le., a company that evaluates and rates service providers as described above, is shown at . 
16. Preferably, the Rating Company 16 will have the capability of eleciionic , 
communication with me Consumer nodes 12 for reasons that will become clear below. A 
Financial Service Processorhode 18, preferably also communicative coupled to the 
Rating Company and to the Service Provider node 16, completes me system, 10, ?i 

25 as used herein a Fmandal Ser^ 

service ofone type or another. For example, an FSP may :he -a bank with which the., 
service provider does business, or with which a customer has a checking account, or it - ■. 
may be a credit card processing company. Alternatively, it may be an on-line payment 
service, or it may be a check verification service: As willrbe seen, any of these services 

30 will operate with the present invention. 

Continuing with Fig. 2, various nodes 12-18 aw shown commumcativery 
interconnected by a "communicative network" 22. Preferably, the Consumer nodes 12 
and Rating Company node 16 are Internet capable* Le., they use the Internet to 
communicate with one another by both email and a Web site run by the Rating Company 



16). This means that Rating Company node 16 will preferably have the necessary 
instrumentality to provide Internet Web site, access to company rating and evaluation 
information for consumers. The Internet Web site will preferably also allow the 
consumers to supply a modicum of information about themselves for registration 
5 purposes. 

There need not be a communicative interconnection between the Service 
Provider node 1 4 and the Rating Company node 1 6 or Consumer nodes 1 2 for application 
of die present invention. It is preferable, however to have a communicative connection 
between the Service Provider node 14 and the FSP node 1 8. This latter connection is 

10 preferably by a dedicated line or other secure connection for data transfer involving 

transactions consummated by the Service Provider Node and consumers (i.e., the business 
at the node). Similarly, the communicative connection between the Rating Company 
node 16 and the FSP node l?,is preferably, a secure line of one sort or another. 

Thus, the communicative network 22 symbolizes an aggregate of 

IS communicative interconnections commonly used in today's commerce and as may exist 
or be available between the nodes 12-18. 

As Fig. 2 illustrates, the FSP node 18 maintains a database 18 a whereat is 
kept consumer financial information (i.e., credit card numbers or checking account 
numbers) that is searchable for processing payment of a commercial transaction by credit 

20 card or check or other on-line payment by the consumer. The database 1 8 a will also have 
a Service Provider Number. Similarly, the Rating Company node 16 typically includes a 
data processing system (not shown) that includes the capability of providing a server 
function for Internet operations (ve., email and provision of a Web site). Alternatively, of 
course, the Rating Company node 16, could use the services on an Internet service 

25 provider (ISP; not shown) to host the web site. The Rating Company node also includes a 
database 16a that contains the business rating and evaluation information available for 
Internet access by consumers (or others). . The database will also maintain consumer - 
information, including email addresses, according to the present invention as described 
more fully below. In addition, the database will include, for each certified service 

30 provider, the Merchant number" of the service provider (or merchant numbers if the 

service provider has more than one). A merchant number is that identification assigned a 
service provider by the bank with which the service provider does business. If the service 
provider does business with more than one financial institution (e.g., with one bank for 
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15 



20 



25 



credit card transaction and ^^^^^^ P**der wiU ^ 



30 



more than one merchant number. 

Re^ now to Fig. 3; there is at least one version of a cbnfiguration of 
computing apparatus as may be found at a consumer node 12, shown here as consumer 
node^As^wn.thenoden.mclud^ 

processing system. incVuding a central JB ^«^^P«^-W— 

connects to a CRT monitor 32, keyboard 34, and a commumcation devtcc 36 by 
appropriate cables 40. The consumer node l 2j may also include a conventional pomnng : 
device (e.g., mouse or tra^ 

selectionoperations. The c.xnmunication device 36 preferably provides Internet access 
CviaaaappropriateISP)a^^ 

telephone fines 44. Alternatively, the communication device may be of a type that 
provides ISDN, DSL, ASDL, cable, or even a satellite dish connection. 

The consumernode 12, could be a conventional television set with a 
WebTV connection rather that the PC system shdwn m Fig. 3. (WebTV is a registered 
tradernarkofWBcrosoft Corporationbf Redmond Washington.) Whateverthe 
configuration used, the consumer node ^V«^'^^^^ ,an ^ f - - 
capability, but at a minimum email capability. 

The Rating Company node 16 will make available to the <*nsuming 

public vUitsmten>etWcbsfte,u>e^ ' 
service providers it has evaluated - based upon on information gathered by me Rating 
Company. Such information may indudeaitog^ 
havemetand^ exceeded prede^^ 
customer satis^onvalu; uuucative ofmesa^ 
purchased orhavebeenprovidedwi^ 

realtime updating of me custonw satisfaction value of tiife service provider is an object 
of the present invention according to the steps outlmedm the flow dia#am illustrated uv v 
Fig.4 Itisalsoposs^iethattheratu^ 

via other portals or ecommerce Web sites that would recbxhpense the Bating- Company for 
the rights to display the Ratings information. 

Fig 4 illustrates the major steps that may be taken to update customer 
satisfaction ratings according to the present invention. That update process may begin 
with step. 52 when a consumer, from one of the consumer nodes 12, e.g., consumer node 
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12j (Figs. 1 and 2), logs onto the Internet ta access the* Web site maintained by the Rating 
Company node 16. The Web site may include^ a ^^tradojoT. pag^yrhicfca consumer, 
from fixe consumer node 12j, supplies personal information, Eluding an email address 
and a credit card number of the credit card -.that may be used in a commercial transaction. 
5 This information will be used later, as described below, to identify a service purchased 
from a company that has been certified by the Rating Company to identify the transaction 
and prompt an email request for information as to the satisfaction of die consumer. 

• r The infonnation provided by the consumer to the Rating Company is 

placed in the database 16a maintained by the Rating Company node 16* The list of 

10 service providers certified by the Rating Company will also be in the database 1 6* 

together with die merchant numbers) of each certified service provider, or the fist may 
have previously been sent tqAe FSP node separately for storage in the database 18*. 
And, step 54 sees the Rating Company node 1 6 forwarding certain portions of the 
infonnation provided by the consumer, such as the consumer's credit card number or 

15 bank account number to the FSP node and placed in the database 18*. This will allow the 
FSP to correlate certified service providers (by the associated merchant numbers)) from 
whom services have been purchased with credit cards or checks or on-line payments 
drawn on checking accounts that have been registered with the Rating Company node 16. 

At step 58, a transaction is consummated between a consumer and one of 

20 the service providers certified by the Rating Company involving payment with the credit 
card whose number was previously registered with the Rating Company node 16. The 
credit card transaction data is transmitted, in step 60, and via the communicative network 
22 (e.g., via a dedicated line), to the FSP node 1 8 for payment- The FSP node will search 
its database 18 a for a credit card number that matches that used for the transaction with 

25 the particular, (certified) service provider. . This search will detect the credit card number 
previously registered by the consumer in step 52. It will also detect that die transaction 
occurred with a certified service ; provider by die merchant number associated with die 
infonnation that was conveyed to the FSP. 

Having detected use of a registered credit card or check or on-line payment 

30 tied to a registered bank account for a transaction with a certified company, the FSP node 
18 will electronically notify the Rating Company node 16, providing die Rating Company 
with an identification of the registered consumer's credit card number or bank account 
number (step 62), the merchant number associated with the service provider involved in 
the transaction, the date of the transaction, and the amount of payment This notification 
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will, in turn, prompt the Rsuing Compairy nod£ 1 6 to conduct a search of its database 16, 
for information ;rel&eo. to the credit card number or bank account number, and find the , 
information previously 'pio'vided by the consumer, including the consumer's ennaail . ; 
address. This, at step 64, wffl prompt ^ 
5 node 16 to me consumer node 12j. The ematt frbmthe Rating Company node could 
include a form similar to that shown in Fig. 5, of the email may include a URL mat 
provides a link to a Web page having the same form- The form, as can be seen in Fig. 5 
solicits information from the consumer as to tow satisfied the consumer was with the 
service purchased. Alternatively, it is also poss^ 

10 have access to me Internet, for the Rating Company to automatically call the consumer by 
telephone to obtain a satisfaction opinion from the consumer. 

* Preferably, however, me &Mw 
in Fig. 5 To ensure as much as possible that mere will be a reply; the answers to only r 
two questions may be requested, followed by a request for a more detailed response if the 

15 consumer so desires. The two questions may be: - 

1. On a scale of 1 to 10, 1 being very dissatisfied and 10 being 

very satisfied, how do you feel about the value you've received - 
most recently from the [identified service provider]? , r. ; 

2. Would .you recommend this merchant to others (Y/N)? 

20 Bom questions need not be answered in me same manner to be counted. 

The answers to these questions are then used to develop the satisfaction rating for the 
service provider, using the following relation:' ... 

Rating = (.5 X Satisfaction Raring (from 6 to 10) X 10>+ (^ XRecwnmendto 
' " ' ' •" aFriend[O forno, lOO foryesl). 
25 For eatan^le, if me response were ^ 

recommended to afnend'wim aratingof8 outof 10; uie scwrC would bef- 

Rating - (.5 X 8 X 10) + (.5 *' i00) « 40* 50 = 90 ^ C 

The consumer may be asked for more detailed information, such as 
30 illustrated in Fig. 5 which shows an exemplary screen portion of what would be sent or 
otherwise made accessible (e.g., as by a link embedded in an email to the consumer node 
12) to the consumer, to illicit such additional or more detailed information. The screen, 
designated generally by the reference numeral 80, contains an iittT^ationaT field 82 and 
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five major entry fields 84-92. As can be seen, the informational field 84 identifies the 
service provider for which a satisfactibH rating is being requested of the consumer. 

' Enfield 84 provides'^ 

; in^^ review and correction by the consumer. Entry fields 86, 88, 90, and 92 

5 reo^tinfonmtionc^^ 

between the consumer and the service provider being rated. The information supplied v,a 
the entry fields 85-92 will, when received by the Rating Company node 16, be assunOated 
into the satisfaction rating value accorded the particular service provider, adjusting that 
value accordingly. and posting this adjusted Value to the database 16, for the semce 

10 provider in question. 

Win Step 66. the consumer reads the e-rnail, provides at least some of 

:■ ^information requested (a satisfaction factor) and. if he/she chooses to respond, sends a 
MMd^^h thi. faiH^iaon «W»U«*-*^"** -odo !«- Upon 

receipt by the Rating Company, the information at least pertaining to a satisfechon factor 

15 ise*ra*edfromto^ 

lte«^p^wilh^ltocd««d«lL Ihe satisfaction value for that 

service provider is updated by the information supplied by the consumer, and the updated 
value returned to the database 16* for posting to the Web site maintained by the Rating 

Company node 16 (step 70). 
20 An alternative to asking the consumer to take affirmative steps to. 

registration ofhisorher^ 

negotiate agreements with certain partner financial institutions to automatically raster 
the credit cards (and/or checking accounts - see below) of all or a group of the* 
customers: TheRating Company could then provide the financial institution with 
25 ^ar^ 

- bards havebeen^^^ l6 . and tr^ purchases ftom those 

" companies "certified" by the Raring Company node will provide certain advantages (e*. 
dispute mediation, liimted guarantees, etc;). The credit card holder is asked to fill out the 
a form included in the materials, or otherwise contact the Rating Company, to supply an 
30 emaUaVidress which is placed in ;the ; database 16.. Then, when a transaction is entered 
with such a certified company, and paid for with the "registered" credit card, it can be . 
detected at the FSP (who will have been provided this in&nnation by the Rating 
Company, as described above). The FSP may then notify the Rating Company node 16 
of the transaction to prompt the email delivery as also described above. 

10 
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Alternatively, for those rot^umexs desiring to pay for services by check, a 
chedring accountn^ Rating Company in the same maimer 

as described above for regis^^ la this case, the FSP may be the 

service provider's bank, or a check verification service, or a payment service in the case 
of on-line payments (e.g., on-line banking). . 

A further alternative, for those consumers that do not make payment for a 
transaction with a credit card, and/or who do not register beforehand, may be to have the 
Service Provider node 14 obtain the consumer's email address at the time of the 
transaction (or any other time for that matter), and send (e.g., by facsimile transmission) 
the consumer's email address to die Rating Company node 1 6. Or, the consumer may 
register the transaction by sending information of the transaction to the Rating Company 
node 16 (again, by a facsimile transmission, or by calling.^ a 80(T number). 

In a yet further alternative of the invmtion, should the consumer wish to 
register a transaction that is paid for using cadi or unregistered credit cards or checking 
accounts, the consumer may register the transaction manually using the Rating 
Company's web site. By providing information such as the Service Provider's Merchant 
number and the date and size of the transaction, the Rating Company can double-check' 
the validity of the transaction through an email or fax communication to the Service 
Provider. Verified transactions will result ma real-time updating of the Savice ^ 
Provider's satisfaction level, just as it would for automated transactions described above. 

While the present invention has been described in terms of various 
embodiments, it will be apparent to those skilled in this art that various modifications and 
alterations can be made: For example, rather than hayii^ die consumer register through 
the on-line Web site, as described above, the consunier can register when the services are 
purchased by the service provider. The service prpyider would then forward to the Rating 
Company the email identification so that an ernaU caij he sent to solicit the consumers 
satisfaction of the services rendered. A further alternative could be to registerthe 
consumer's bank accountnumber so that, in the event the service obtained is paid for by , 
check, the bank will detect that payment and notify, the Rating Company accordingly. 
Finally, the consumers could register these services by telephone, or be automatically 
called by the Rating Company to register his ratings opinion, as described above. 

Therefore, although the invention has been described in terms of several 
specific embodiments, it should be understood that the invention is not limited to the 
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disclosed embodiments. To the contrary, the present invention is intended to cover 

modifications and equivalent structures included within the spirit and scope of the 



various 
appended claims 
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CLAIMS 

1 1. In a system for providing information indicative of customer 

2 satisfaction respecting at least one service provider, the system including at least one 

3 processing node that maintains a database containing the customer satisfaction 

4 information and a number of input nodes, including a customer node, communicatively 

5 coupled to the processing unit, a method for updates to the info rmati on by a customer of 

6 the one service provider that includes the steps o£ 



7 detecting a transaction between the customer and die one service provider 

8 to communicate information concerning the transaction together with an identification of 

9 the customer, 

1 0 receiving at the processing unit die information and customer 

1 1 identification to communicate a query respecting customer satisfaction of the transaction 

12 to the customer node; 

13 inputting at the customer node, in response to the query, update 

14 information concerning the one service provider to communicate die update information 

15 to the processing node; and 

16 accessing the database to update the customer satisfaction information 

1 7 with update information* 

1 2. The method of claim 1, including preceding the detecting step with 

2 providing a custom eridentification to the processing unit. 

1 3. The method of claim 2, wherein the customer identification is a 

2 credit card number. 

1 4. The method of claim 3, wherein the step of associating the 

2 customer identification includes a payment by the customer to die one service provider 

3 using by a credit card. 

1 5. The method of claim 4, wherein the step of associating die 

2 customer identification further includes the steps of 

3 registering die customer identification with a Financial Service Processor 

4 system having a storage facility to maintain a customer database; 

5 transmitting information concerning the credit card transaction to the 

6 credit card system entity that maintains a customer database; 
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detecting tbe payment to the one service provider by use of the credit card. 
- 6. - A method of updating iofbonation Ksp&x^ : icr&efavMcn--zu& v 
provided for viewing on an Internet we site with update information from a customer 

3 regarding a transaction between the customer and a one of the service providers, 

4 including the steps o£ 

5 registering the means of payment to be used by the customer in the 

6 transaction; 

detecting use of the payment means as payment in the transaction; 
communicating a request for update mfonnation to the customer 
9 respecting me transaction; and 

10 receiving from the customer the update information to modify the 

11 mfbrmation. ' ! 

1 7. The method of claim 6, wherein the registering step includes providing 

2 a credit card number as the payment means. 

1 8. The method of claim 6, wherein the registering step includes providing a 

2 checlcmg account identification as the payment means. 

1 9 * The method of claim 8, wherein the payment is an on-line payment. 

1 10. m a system for gathering and maintaining in a ciatabase information 

2 describing customer satisfaction of service providers, including a first service provider, a 

3 method of updating tbe information following a transaction between the first service 

4 provider and a customer. 

11. A method as hereinbefore described with reference to and as illustrated in 
the accompanying drawings. 

12. A system as hereinbefore described with reference to and as illustrated in 
the accompanying drawings. 
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